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July 20, 2010

Merlene H. Dorich

Office of the Secretary

Federal Commmupicalions Commission
445 12" Streel. SW

Washington. DC 20554

RE:

CODOCKET NO. 03-123

Dear Ma. Dorich,
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TRS Consumer Compleint Log Swnmaries [or June 1, 2009 through May 31, 2010

The Maine Telecommunications Relay Service Advisary Council respectfully submils the
enclosed complainl log in connection with the provisioning of Telecommunicelions Relay Service
pursuan! 10 Section 64 604{c){ii) of the FCC's nules. Hamilton Relay, wilh corporate offices located at
1001 12™ Streel, Awrora, NE 68818, 16 under contract with Lthe Maine Telecommunications Relay
Service Advisory Couneil 1o provide Telecommumcailons Relay Service.

Hamilion tracks all compleints and all other cusiomer service aclivity for the State of Maine. The
State of Maine's complaint suininary is aseociated with the fallowing database categories:

Miscellaneons Exlernal Complaints

LEC External Busy

911 Exlemnal Calls

Ne Molice of How 1o Complain lo FCC

CA Accuracy/Spelling/Verbatim

CA Gave Wrong Information

CA Did Nol Keep User Informed

CA Hung Up on Caller

CA Misdialed Number

CA Typing Speed

Dadn’t Follow Voice Mail/Recording Procedure
CA Typing

Improper Use of Speed Dialing

Poor Vocal Clarily/Ennneiation

Improperly Handled ASL or Related Culture Issues
Improper Use of Call Release

Improper Handling of Three Way Calling N
Caller [D Not Working Properly r,/ h
Improper Use of Customer Dala
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PHOWMNE: (207} 287-24458 (Voice) Richard - Davizs@maine.gov [e-mail
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FraudulentHarassment Call

Replaced CA [mproperly in Middle of Call
Didn’l Follow Emergency Call Handling Procedure
CA Didn’t Follaw Paliey/Procedure
Conlidentiality BRreach

Spansh o Spanigh Call Handling Problems
Miscellmnesus Service Complainis
RingingMo Answer

Speech to Speech Call Handling Preblems
Connecl Time (TTY-Voice)

Busy Signal/Blockage

ASCIYBaudot Break-down

STS Break-Down

HCO Break-Down

Relay Nol Available 24 Hours a Day

711 Problems

V(O Break-Down

Miscellaneous Technical Complaints

Line Disconnecied

Carrier of Choice wol Available/Other Equal Access
CapTel Complaints
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Hamilton processes any complaini, whicl origiuales via e-mail, [ax, ielephone, regular mail,
outreach events, al the workstalion, eic. Those complainls and resolulions are reflected in this report.
Hamillon normally provides a resolution lo all complamts within 72 haurs. The complaints enclosed
are resolved with the exception of those equal access complaints in which the carrier involved is atill
working 10 becoms a carmer (hrough relay.

In the Miscellaneous External and Frauduient/Harassment Call categories, you will find several
complaints thal we believe lo be associeted with fraudulent achivity aver Internet Relay. Hamilton
conlinues ta implement protocols specifically designed to prevent calla eriginaling from an
inlernalional [P address from accessing (e relay.

Maine Relay has received a lolal of 16 complaints in violalion of FCC mandstory minimum
atandards [or the time period June 1, 2009 through May 31, 2010,

We are also [orwarding Lhe repaorts of the Maiue Public Utililies Coininission and o[ e Maine
Center on Deafness 10 the elfect that each of those institutions has received no complainis sbout the
Baine Relay Service.



Please [eel free to contaci mysellal 207-287-2443 or Dixie Ziegler with Hamilton Relay al 800-
618-4781 V/TTY with any questions regarding the above.

Siuccrel}r; .

Williain C. Biack
Deputy Public Advocate

WCBAdL
Enclosunes



Maine Relay 2010 FCC Complaint Report

&/1/09 1o

5/31/16

Captel— Complainie

Fnquire Date 9742009

Record ID 20872

Calf Taker By Customer Sarvice
A Number

Responded By Ting

Response Dade 81472009
Resolution Date WI142000

Cosiomer stated (heir CapTel device iz nol working properly and inquired abour
a replacemen.

Cusmoner Service offered nps 1o clear static aod ix e device. Cuslomier
Service direcied customer 10 CapTel for posaible replicement an their new
device. Cusioiner was salislied.

External Complaints—Miscellaneows

Irquire Date 8222009
Record ID 19959

Call Taken By Lead CA
A Number

Responded By Ting
Response Date 8/24/2009
Resolution Date 824/ 2009

Customer sialed thal their equipnienl does nol have a dial ione,

Lead CA provided cuswomer with hasic insmections for connerring their device,
Customer Service atlzinped o retarn a call and discovined the cusiomer's Yoe
was discommecied.

External Comploints—Miscellopeous

Inquire Date 10/7/2009

Recerd ID 28205

Call Teken By Customer Service
A Nuorber

Resporded By Tina

Response Dare 10°7/1009
Resolution Dete 107/1009

Cusmnier sialed that ey brother placed a call 1o 711 and was rold thel he could
o tequest slow typing and thal nwst cowne from the cusmmer and relay would
ol process Lhe call.

Cusiomer Service discovered thal costomer reached New Hampshire Relsy.
Cusiomer Seryice apolegized and gave cusiomer the toll Free voice number for
Maune Relsy m ensure that the profile for the called party would appear on the
cill and the prafile was already sert for slow oyping. Cusiomer was satislied.

External Compluinti—Miscellaneows

Tnquire Rare 37763010

Revord IIy 30985

Call Taken By Cuszomer Service
CA Number

Besponded By Tina

Response Dule 17030180
Resofution Daie L0201 0

Cusiwomer stared (hat they are being billed incomectdy from Sprint. Cusiomer
wanied w verify Lhal (heir profile was set up cormecily.

Custams=r Service verified thai the profile was sel correcily and directed the
cug'lomer to Spnm for queslions in regards lo their bill. Cusiomer Service
requested that cusiamer have Sprint conlact the relay. Cusiower undersiopd.
There hes heen no conlacl from the custoner or lhe provider.




Service Complaints—CA Misdialed Number

Inguire Date 7102009
Record 1D 19712

Calf Takew By Lead CA
CA Numbar

Responded By Martho
Rexparse Date 771072009
Resoluvion Date 7/ 102009

Customer staled thet the CA misduled a wil zall through the relay. Customer
did nol have the CA pumber and gaid it 15 alnght "we are all lwinan,”

Lead CA apologized o The customer and requested copy of the cuslomer's bill
for possible peimbursement. Custviner was satislied. No hill was ceceived.

Service Complainei—
FraudulentHarassment Call

Taquire Date &92009
Revond I 19337

Call Taken By Snpervisor
CA Number

Revponded By Michells
Respense Daie 4972009
Resolution Date 097009

Custoner has been receiving fraudolent phone calls through the relay and
inguired whai could be done.

Supervisor supgesied (hal the vistomer comtact their local Elephoue company
and report the incident ko law enJorcemem, Supervisor explaiied thal il ke
cuslomer comacts law enforcemenr then law enfarcemenl niay issue a court
order. Al that Lime (be call information may be celeased v the Courl. Customer
undersioagd,

Service Complainrs—
Frouduleat/Harassmen! Call

Inguire Date B/4/2009

Record [ 9849

Call Taken By Customer Service
A Number

Responded Ry Ting

Response Date 87577009
Resolunion Daie 8/4/2009

Customer has been receiving frandulent ielephone calls from anciher relay
provider and inquired what o do.

Because be customee siared the calls were coming front another Relay provider,
Cusiomer Service gave the appropriate customer service number [or 1he other
provider 1o the customer, Custemer Service suggesied that (he cusiomer contacl
law enforcemieni as thal is our ceconmmendation under these circumelances,
Cuslonier was Lhank ful.

Lervice Complaini-
FrauduleniHarassment Call

Inguire Dave 2/22:°26110
Record ITY 20837

Calf Fakern By Operations Mer
CA Number

Responded By Diane

Response Date 22220180
Resolution Date 222/2010

Customer has been receiving fraudulenl plwoe calls through the relay and
inquired whar could be done,

Assistant Operation Manager suggested ther the cusiomer contact their logal
telepbane eompany and repon (he incidenl o law enlorcement. Assistanl
Opeeations Manager explained thal if the coslomer eomiaces law enforcement
then Ly cnforcement may jasue a2 conut order. Al (hat ime (ke call informaben
may he released W the Coure. Customer undersiood.




Service Complaints—Miscellaneous

Tnguire Dade 10212000
Record IDy 20275

Colf Taken By Lead GA

CA Number

Responded By Hewher
Response Dare {821/7309
Resolution Dare 1031/2000

Cuymmes sialed Lhal every time she places a call 10 e telay she has (o repeat the
number 1o dia] al the beginuog nlibe call and does not undersiand why.

Lead CA inquired il the cuslomer had a profile sel up wilh the relay (or VCO 1o
ensure Lhal she was connecling o (he relay camecily. Customer disconnecied.

Service Complaints—
FrouduleneHarassmenr Call

Inguire Dars 51072010

Revond ID 21279

Cafl Taken By Castomer Service
€A Numbwr

Responded By Tina

Respanss Dale 310/2010
Rewlurian 5/1872010

Customet has becn ceceiving fraudulent phone calls through the reley aad
inquired whal could be dome.

Customeey Sevvice suggested Lhal the custower copiact their Jocel wwlephone
compary and report the incidenl o law enforcement. Cuslomer Semace
explained that il the cusiomer contacts law enforcement then Law enlorcemem
may issue a conwt arder. At thar Lime the call infarmanom mey be released to the
Court Customer vnders mod.

Technival Complaints—Miscellancous

Inguire Date SA14°2000
Record ID 21276

Call Taken By Supervicer
A Nymber

Responded By Michelle
Responuse Date 5/14/2010
Reselution 5/242010

Custoner is unable lo answer VOO calls with their Superprint Pro 8.

Supervisor discovered thal (he cusiemer had sole aAswe ring machine temed on
far tha device Supervisor explained bow o am ol ana answering machine and
pleced a test cal), which was successful. Cuostomer wat satisfied.

Technival Complairts—711 Prablems

Engsire Dave &122009

Kevord [D 19923

Call Token By Custamer Sevvice
CA Numbgr

Reyponded By Tina

Response Date 87122009
Resplurions Dave Fr23/2000

Custonier siated they are wnable o reach Mame Relay when thaling 71).
Cusloiner staked that they ceach 2 dilferent siate celay when dialing 711

Customer Service apologized and forearded the infommation m the wechnical
department. The technical department discavered dar the customer was dialing
anether shate relay access number. Cusiomer Service has amempied 1o comact
the custamer 1o assist Lthem in reprogramming thew speed dial. There has been
no answer. Customer Service has heep unable Lo coplacr custoner and there hag
been no renurn call in repards Lo this issue.




Technical Complaints--Busy
Signal/Blockage

Inguire Date 8122009

Ravord ID 19873

Call Taken By Customer Service
CA Number

Responded By Tina

Respanse Daie 81272009
Resolution Dare 83272009

Representalive assisting cuslpmer was unable lo connect 1o the relay.

Customer Service verified the sel up ol the device and discovered a “9" was
needed o be dicled Jor an exiemal Yine. Customer undersiood.

Technical Complaints—Carrier Choice naot
Avgilable/Other Equal Access

Tnquire Date 8/3/2009

Record 1D 19924

Call Toke By Custonrer Service
CA Number

Responded By Tina

Rexponse Dave 832009
Rexolurion Date

Customer requested CTC Communications as (heir long distance pravider
through e relay.

Coemmer Service explained that CTC Communicabions was nol a parlicipating
provwider Itheowgh the relay, Cusiomer Service offered an allemale provider, but
cralpmer refused. Costonwer Service stated dhae the relay would comact the
provider about becoming 2 participatng provider through the relay. Customer
Serviee has forwarded inlprmation W \be pravider, As of 5/31/2010, CTC
Commmunizations is still not a participaling previder through the relay.

Techmical Complaints—Carrier Choice not
Avgifabie Other Egqual Access

Inguire Date 11/T%200%
Revord 1D 20427

Cell Taken By Customer Fervice
CA Number

Responded By Ting

Response Daiz 11792009
Resolurion Date

Cuslomer requested Paetec os their lamg dwance provider.

Customer Service expliined that Paclec is ool a parlicipating provader through
the relay. Faswew has been contacted severz] mines by the relay. Cuslomer was
ofiered an alvemare provider, but did nol have a list of alfice 1elephone numbers.
There bas been mo funber contact from the cuslomer. As of 573 172010, Paetec is
still ool a pearticipating peewider through the relay.

Tevhnical Complaints—Miscellaneous

Inquire Daie 8232009
Record ID 19544

Call Taken By Operations Mgr
CA Number

Responded By Didane

Respanse Date 6232009
Resoluden Dare 8/23/2009

Customer smied (hal (he new profile they st up is not working or appearing at
the workstation,

Assistanl Operatons Manaper verilied the profile informaton was updated and
verified the ielepbone number cusiomer was using lo access the relay. Cusmmer
wils using tle voice line humber so prohle was manaferred W e number snd
1s5ue was resolved. Curlomer was satislied.
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Memorandum

To: William Black, Office of lhe Public Advocate

From: Derek D. Davidson, Director, Consumer Assistance Division
Date: Juneg 18, 2010

Re: TRS Complaints

In response o your request, the Meine Public Utilitres Commission did not
receive any cusiomer complaints regarding Telecommunications Relay Services
between June 1, 2009 and May 31, 2010,

If you need additional informalion, please comtact me al (207) 287-1586.

LOZATION: 101 Seond Smeel, Hallowe |1, ME Q3347 MAH B Sl | o Sudin, Augusts, k43504002

PO (2073267411 (VOKCE) TTY: 1-E027-12) TEAX: (207 28510V



Mame Ce:nte:r on Deafness M= .

0 Duelop ureet, Sulbe J - Purlln.ml Meine (=} Q-2 1d
(207 707-TA30 TTYAY = (207) 7070701 TAX
1.800-439-388] TTYV < www muxlma lne oy

Memorandum

To: Willlam Black, Deputy Public Advocats

From: Efissa Moran, Exacuthre Director, Maine Certer on Deafnoss
Dats: July 15, 2010

Re: _T_RS Complaints

In responsa to your reqyest, the Malne Center on Deafness did not recejve any customer
complalnts regarding Telecommunications Relay Services betwee'n' June 1, 2009 and May 31,
2010

| may be contacted at 207.797,7656 if you need addiional information,

Sincerely,

Ellssa ). Moran
Executive Directar
Malne Center on Deafrass



Confirmation Pnge Page 1 of 1

Your submission has been accepted

—|_EGFS Filing Recelpt - Confimnaion number: 2010720472864

— Prnr.aedlné |

Mame Subjacl

Telecommunication Relay Sarvices and | Received & Inspected

03433 Speach-lo-Speech Serviges for
Individuals with Hearing amd Speech JUL 2 ? fﬂm
Disebilries.

[ Contactinfo | FCC Waii Room

Mame of Filer: Maine Public Advocate
Email Addreas: deborah.a. lendreaug@maine, goy
Atamayiduthor Name: William C. Black

—| Address
Address Far: Filar
Address Lina 1: Maine Public Adwocais
Address Line 2: 112 Siate House Station
City: Augusta
State: MAINE
Zp: 04333
w5 0112

—| Deialls
Type of Flllng: SUEMWISSHON OF REPORT

-

File Mama . Custorn Description Sim
MERS Summary Letier 2010.p1  Summary Latier 2610 o'
MERS FCC Complainl Reporl Complaiml Bummary 21
2010.doc Fa byl KE
thy 2010 ketier.doc TTY 2010 Later 45 KB
MCD Complaind Memao 2010.pdf  Complaint Memo 2010 17 KB

—| Blsclalmer

This confirmation verifies that ECF5 has received and
accepted your filing. Howevar, your filing will be mejected
by ECFS if it contains macrgs, passwords, redlining, read-
only formatting, a virus, or automated links to other
documents.

Filings are generally processed and made available for
online viewlng within one business day of neceipt. You
may use the link balow to check ofy the status of your
filing:

confimmatign=2010720473469

For any problems please contact the Help Desk at 202-
418-3193,

http:/[jallloss. fcc.goviecfs/upload/conlitm?token=Ix7uiRumkk3ul t1 62fo3y%evp 712012010





